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How the AFD uses chatbots to

Improve employee experience
and employer brand

AFD, the French Development Agency, has
implemented two chatbots — an HR bot to

provide day-to-day support for employees, and
a recruitment bot to assist external candidates.
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AFD

AGENCE FRANCAISE
DE DEVELOPPEMENT

AFD
(French Development Agency)

AFD, the French Development Agency, is a public financial institution that

implements France's development policy, helps fight poverty and promotes
sustainable development.

Key figures :
e 3 000 employees around the world
e 85 agencies

e 17 regional offices in 115 countries including in the French Overseas
Communities
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Project
overview

« We had noticed that the HR department would
often be approached by employees with the same
recurring questions, leading to similar answers.
What we wanted was a new tool that would handle

those simple, recurring questions so that
my colleagues would be able to focus on
specific cases. »

Meng-Han Chiang, head of AFD’s HR digital transformation unit

Back in 2018, AFD's HR department was looking to
provide a new tool that would offer 24/7 support to
applicants for all recruitment-related questions,
and would also be able to serve employees
operating on very different schedules across the
group's 85 agencies. After testing several solutions,
AFD concluded that a chatbot would be the best
solution for their needs.
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The challenge

Provide employees with instant and
timely answers

Free up time spent by HR on
recurring questions to focus on
specific cases

Inform candidates and support
their application process

The Dydu solution

e Arecruitment chatbot for
external candidates, available on
the AFD careers website

 An HR chatbot for internal
employees, available within the
organization's HR, career
management and training software
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« We chose Dydu because it was the solution that offered the
most advanced features - including statistics, the anonymity of
conversations and decision trees.

In Dydu's admin console, | can manage the knowledge base,

conversations and statistics of our recruitment and internal
bots all at once. Other software companies didn't offer this kind
of all-in-one solution. »

Meng-Han Chiang, head of AFD’s HR digital transformation unit
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The external project

The team first worked on the recruitment chatbot.
With on average 2 500 applications per month, AFD's
goal with this bot was to improve the organization's
employer brand and leverage digital technology to

foster a sense of community.

[E Besoin d'aide ?

avez postulé ?
* Quel est le délai de traitement
d’'une candidature ?

Les candidatures sont traitées dans le
mois qui suit la publication de
I'annonce. Des réponses sont ensuite
envoyées aux candidats au fil du
process recrutement.

Etes-vous satisfait par ma réponse ?

I I Saisissez votre question
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The internal project

To create the internal HR bot, the team worked on
different batches according to specific areas of
expertise. Before rolling out the bot, AFD focused on
several key topics including interviews, internal
mobility and training.

(@ Besoindaide? ¢ G — X

-

@ Je suis le nouvel assistant RH virtuel de
I'AFD.

Encore jeune et en formation, je compte donc
sur votre indulgence si je ne réponds pas encore
a toutes vos questions

Comment utiliser AEGIS Carriére

ﬂ Evaluation intermédiaire

: Le catalogue des formations 2022

Bonjour, je suis le bot RH de 'AFD ! En
guoi puis-je vous aider ?

I I Saisissez votre guestion >.
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Project implementation
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Design

1 month

e Scoping workshop
and KPI setting

 Training sessions
on how to use
the Dydu solution

Build
2 to 4 months

e (reation of the
knowledge base

e Pre-production
testing
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Launch

1 month

e Chatbot
implementation

 Evangelization
within the
organization

a

Run
Ongoing

e Steering
committee

e |ncorporation of
new use cases
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Bots objectives

Provide information at the right time

by identitying which knowledge to put foward

Free up HR professionals' time

to focus on higher value-added activities

Address 80% of recurring issues

by identifying the 20% most frequently asked
guestions in each area of HR

Achieve 80% user satisfaction

in terms of the answers provided by the bot

Build on the results of the HR
pilot project

to expand to other executive departments
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Key indicators

« | spend an hour a week reading through
conversations to monitor trends, improve
the bots' understanding and identify new

questions that may need to be added
to the knowledge base. »

Meng-Han Chiang, head of AFD’s HR digital
transformation unit

Conversations

Number of conversations per month

Interactions

Number of interactions per month

Qualification of interactions

Percentage of requests successfully
understood by the bot
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Results
Indicators
-

Interactions

Qualification of

interactions

Recruitment
chatbot

489 K

6,5 K

97 %

Internal
chatbot

256 K

2,8 K

89 %

2022 Data
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Next steps

Deploy the internal chatbot on the organization's
payroll and administrative management
software as well as intranet

Expand the knowledge base to cover all
HR topics

Translate the external bot's knowledge
base in english
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Website

WWW.dydu.aj

Contact us

for more information on the Dydu solution

Email

contact@dydu.ai

Request a demo _ _
Social media



https://fr-fr.facebook.com/DoYouDreamUp/
https://fr.linkedin.com/company/dydu
https://twitter.com/DoYouDreamUp?ref_src=twsrc%5Egoogle%7Ctwcamp%5Eserp%7Ctwgr%5Eauthor
https://www.youtube.com/channel/UClGdpA3CvFzTnQxFXYi92tA
https://www.dydu.ai/
https://content.dydu.ai/dydu-demande-demo?pk_vid=92f4c2588fbf6d2f16575473182df990

